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With the rapid development of China’s financial industry, the deepen reform of 
China’s bank system and the huge entrance of foreign banks, the competition in 
China’s bank industry is increasing. X bank, a domestic joint venture bank, is facing 
opportunities and challenges during such complex period. With the rapid development 
of X bank's various business and the increasing growth of its customers, the volume 
of X bank’s counter service rise significantly. However, the inefficiencies of X bank’s 
counter service have become the bottleneck of its business expansion. Thus, it is 
particularly urgent to accelerate the transformation of business workflow and improve 
operational efficiency of X bank’s counter service. 
Based on the analysis of X Bank’s survey, it is found that X Bank’s counter 
service processes are lack of unification, standarization and rationalization, which has 
became an outstanding issue that affects its counter service’s efficiency and quality 
enhancement. Therefore, it is important for the bank to adopt the strategy to optimize 
its business processes and improve its service quality and efficiency in order to 
accelerate its development and raise its core competitiveness.  
The thesis defines X bank’s current workflow through on-site survey, expert 
interviews and relevant document collection. It describes various workflows by using 
workflow description methods. It also focuses on the key problems of the key 
workflows step by step, with the view to determine which key workflows need to be 
optimized, and paves the way.  
The thesis also gives the detail optimized suggestions with the view to remove 
workflow bottlenecks, improve workflow efficiency. It describes the optimized 
workflow by using the descriptive method of workflow. After being tested by the 
performance measurement method, the optimized workflow is proved to be more 
efficiency than the original old workflow. 
At last, the paper focuses on the optimization of X bank’s counter service 
workflow and the problems that were found in the workflow. It sums up a set of 
optimized and efficient mechanism for X bank. 
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第一章  引言 
 1












家保罗.阿伦的统计，在 1980 年到 1996 年期间，在美国本土，平均每年就有 13
家大银行实施再造计划。美国的银行在当时那样的内外部环境下，都不约而同的
选择了银行再造，再造后的银行成本明显降低，利润收益增加，净资产收益率在



























心竞争力的重要策略。 所以本文将针对 X 银行柜面业务流程优化的问题展开探
讨。 
1.2 研究的对象 








势，银行总资产规模达到 500 亿左右，与分布在 60 多个国家和地区的近 200 家
中外银行建立了代理行关系，商务联系遍及全球。 
本文以 X 银行为研究对象，关注于 X 银行的柜面业务流程，着力于通过对柜
面业务流程的优化，一定程度上提高 X 银行的柜面服务质量，进而总结出一套适
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